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DETAILED ACTION 

A. This action is in response to the following communications: Appeal Brief Filed: 
09/26/2007. Prosecution is in a re-open status. This action is made non-final. 

B. Claims 1-29 remains pending. 



Claim Rejections - 35 USC § 102 

1 . The following is a quotation of the appropriate paragraphs of 35 
U.S.C. 102 that form the basis for the rejections under this section made in this Office 
action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

2. Claims 1-29 are rejected under 35 U.S.C. 102(e) as being anticipated by 
Subramaniam (US 2007/0118504 A1), herein referred to as "Subramaniam". 



As for independent claim 1, Subramaniam teaches a graphical user interface for 

displaying on an agent's desktop in a contact center, comprising: 

a. a managed display having a task bar, wherein the task bar includes at 

least one managed application (figure 26, main interface for the agent at the call 

center); 
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b. at least one icon corresponding to at least one managed application applications 
(figure 26, icon tabs located at the top of the interface which provide differing workflow 
applications "service", "activities", "category", etc; as well as figure 4 which shows a 
search icon to perform a search function); and 

c. a managed application display area the at least one managed application 
corresponding to the at least one icon (figure 26, activity plans is being shown 2600 
from the control "Service-> My Service Request -> Activity Plans), wherein the at least 
one icon is selected according to a step of an automated workflow that guides the 
agent's handling of a contact (par.82 and figure 26; wherein depicted are various 
elements in a workflow guideline help an agent handle a customer), and wherein a 
predetermined set of rules determines the size, placement and visibility of the at least 
one managed application in the managed application display area when the at least one 
managed application is selected according to the step of the automated workflow 
(par.72-73 and 82). 



As for dependent claim 2, Subramaniam teaches the graphical user interface as 
claimed in claim 1 further wherein the managed application corresponding to the 
selected icon is displayed outside of the managed application display area (figure 26, in 
the toolbar). 
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As for dependent claim 3, Subramaniam teaches the graphical user interface as 
claimed in claim 1 further comprising a quick start bar, wherein the quick start bar 
includes at least one non-managed application (figure 4). 

As for dependent claim 4, Subramaniam teaches the graphical user interface as 
claimed in claim 1 further comprising a contact center control panel illustrating current 
contact information (par.9). 

As for dependent claim 5, Subramaniam teaches the graphical user interface as 
claimed in claim 1 wherein the graphical user interface is displayed on the agent 
desktop having a display and an input device (par.77-78). 

As for dependent claim 6, Subramaniam teaches the graphical user interface as 
claimed in claim 5 wherein the input device is used to selectively input data in to any 
one of the at least one managed applications (par.77; it is well commonly known in the 
art of the use of a keyboard and/or mouse for interaction of a graphical user interface as 
depicted in figure 2). 



Application/Control Number: Page 5 

10/633,250 

Art Unit: 2179 

As for dependent claim 7, Subramaniam teaches the graphical user interface as 
claimed in claim 1 wherein when the agent selects any of the at least one icon, the 
corresponding managed application is displayed in the managed application 
display/area (figure 26). 



As for independent claim 8, Subramaniam teaches a method of managing a visual 
space of a customer relations management application, the method comprising: 

a. displaying a managed display having a task bar, wherein the task bar 

includes at least one managed application (figure 26, main interface for the agent at the 
call center); 

b. displaying at least one icon corresponding to each one of the at least one 
managed applications (figure 26); and 

c. displaying an automated workflow that defines a plurality of steps for 

controlling the handling of a customer call, the automated workflow having at least one 
step corresponding to each one of the at least one icon, wherein one of the at least one 
icon is selected according to the corresponding step of the automated workflow (par.82 
and figure 26;wherein depicted are the essential control applications to handle an 
automated workflow), and wherein the managed application corresponding to the 
selected icon is displayed in managed application display area, wherein a 
predetermined set of rules determines the size, placement and visibility of the at least 
one managed application in the managed application display area when the at least one 
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managed application is selected according to the at least one step of the automated 
workflow (par.72-73 and 82). 



As for dependent claim 9, Subramaniam teaches the method as claimed in claim 8 
further wherein the managed application corresponding to the selected icon is displayed 
outside of the managed application display area (figure 26). 

As for dependent claim 1 0, Subramaniam teaches the method as claimed in claim 8 
further comprising displaying a quick start bar, wherein the quick start bar includes at 
least one non-managed application (figure 4). 

As for dependent claim 1 1 , Subramaniam teaches the method as claimed in claim 8 
further comprising displaying a contact center control panel illustrating current contact 
information (figure 26). 

As for dependent claim 12, Subramaniam teaches the method as claimed in claim 8 
further comprising selectively inputting data in to any one of the least one managed 
applications (figure 27). 

As for dependent claim 1 3, Subramaniam teaches the method as claimed in claim 8 
further comprising selecting any of the at least one icon thereby displaying the 
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corresponding managed application in the managed application display area (figure 26). 

As for independent claim 14, Subramaniam teaches in a system having a central 
processor, a display, a memory and an input device, a graphical user interface for 
displaying an agent desktop in a contact center, comprising: 

a. a managed display having a task bar, wherein the task bar includes at 
least one managed application; 

b. at least one icon corresponding to each one of the at least one managed 
applications (figure 26, toolbar located at the top of the interface containing various 
applications "Service", "Activities", etc each part of an automated workflow process 
containing unique individual forms and information to the agent); and 

c. an automated workflow defining a plurality of steps for controlling the 

agent's handling of a contact and having at least one step corresponding to each one of 
the at least one icon wherein one of the at least one icon is selected according to the 
corresponding step of the automated workflow (par.82), and the managed application 
corresponding to the selected icon is displayed in a managed application display area, 
wherein a predetermined set of rules determines the size, placement and visibility of the 
at least one managed application in the managed application display area when the at 
least one managed application is selected according to the at least one step_ of the 
automated workflow (par.72-73 and 82). 
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As for dependent claim 15, Subramaniam teaches the system as claimed in claim 14 
further wherein the managed application corresponding to the selected icon is displayed 
outside of the managed application display area (figure 26). 

As for dependent claim 16, Subramaniam teaches the system as claimed in claim 14 
further comprising a quick start bar, wherein the quick start bar includes at least one 
non-managed application (figure 26). 

As for dependent claim 17, Subramaniam teaches the system as claimed in claim 14 
further comprising a contact center control panel illustrating current contact information 
(figure 25-27). 

As for dependent claim 18, Subramaniam teaches the system as claimed in claim 14 
wherein the graphical user interface is displayed on the agent desktop having a display 
and an input device (figure 1-2, par.77). 

As for dependent claim 19, Subramaniam teaches the system as claimed in claim 18 
wherein the input device is used to selectively input data in to any one of the at least 
one managed applications (par.77, as well commonly known in the art interaction of a 
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user interface makes use of input devices as depicted in figure 2 "user interface" 
presence). 

As for dependent claim 20, Subramaniam teaches the system as claimed in claim 14 
wherein when the agent selects any of the at least one icon the corresponding managed 
application is displayed in the managed application display area (figure 26-27). 

As for independent claim 21 , Subramaniam teaches a graphical user interface for 
displaying on an desktop in a contact center, comprising: 

a. a quick start bar, wherein the quick start bar includes at least one non-managed 
application (figure 4,26); 

b. a contact center control panel illustrating current contact information, wherein the 
information indicates a type of call panel by the current contact to the contact center 
(fig.26,27 par.9); 

c. a managed display having a task bar, wherein the task bar includes at 
least one managed application (fig. 26); 

d. at least one icon corresponding to each one of the at least one managed 
applications (fig. 26); 

e. a managed application display area, wherein a predetermined set of rules 
determines the size, placement and visibility &the at least one managed application in 
the managed application display area (par.72-73); and 
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f. an automated workflow defining a plurality of steps for controlling the 
agent's handling of the current contact and having at least one step corresponding to 
each one of the at least one icon wherein one of the at least one icon is selected 
according to the corresponding step of the automated workflow and the type of call 
indicated by the contact center control pane! (par.82, fig. 26 (various application 
programs par.72)), and the managed application corresponding to the selected icon is 
displayed in the managed application display area, further wherein the managed 
application corresponding to the selected icon is selectively displayed outside of the 
managed display area (fig. 26). 



As for dependent claim 22, Subramaniam teaches the graphical user interface as 
claimed in claim 21 wherein the graphical user interface is displayed on the agent 
desktop having a display and an input device (fig. 1-2, par.77). 

As for dependent claim 23, Subramaniam teaches the graphical user interface as 
claimed in claim 22 wherein the input device is used to selectively input data in to any 
one of the least one managed applications (par.77; it is well commonly known that 
interaction with a user interface has common input device such as mouse and/or 
keyboard among others (fig. 1-2)). 
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As for dependent claim 24, Subramaniam teaches the graphical user interface as 
claimed in claim 23 wherein when the agent selects any of the at least one icon the 
corresponding 

managed application is displayed in the managed application display area (fig. 26). 

As for dependent claim 25, Subramaniam teaches the graphical user interface as 
claimed in claim 23, wherein the type of call is selected from the group consisting of: 
voice, e-mail, web collaboration, and chat (par.8, 9 and 14). 

As for independent claim 26, Subramaniam teaches a method for managing a graphical 
user interface of an agent's desktop in a contact center, the method comprising: 
receiving a call at the contact center, the call having one of a plurality of media types; 
automatically opening one or more applications on the agent's desktop suitable for 
aiding the agent in handling the call depending, at least in part, upon the one media 
type; and automatically re-configuring the appearance of the graphical user interface as 
the agent follows steps of a pre-programmed call handling workflow (par.8, 9, 14, 82 
and fig. 1-2). 

As for dependent claim 27, Subramaniam teaches the method of claim 26, wherein 
automatically re-configuring comprises automatically re-sizing one or more applications, 
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at least in part, as a function of a number of simultaneously open applications (par.82; 
commonly well known in the art of window resizing in a windowing environment) 
http://en.wikipedia.org/wiki/Multiple document interface . 

As for dependent claim 28, Subramaniam teaches the method of claim 27, wherein 
automatically re-configuring comprises automatically closing one or more applications 
as the agent follows the steps of the pre-programmed call handling workflow (par.8, 15 
and 82). 

As for dependent claim 29, Subramaniam teaches the graphical user interface as 
claimed in claim 26, wherein the one of the plurality of media types is selected from the 
group consisting of: voice, e-mail, web collaboration, and chat (par.8, 9 and 14). 



(Note;) It is noted that any citation to specific, pages, columns, lines, or figures in the prior art references and 

any interpretation of the references should not be considered to be limiting in any way. A reference is relevant for all it 
contains and may be relied upon for all that it would have reasonably suggested to one having ordinary skill in the art. In 
re Heck, 699 F.2d 1331, 1332-33, 216 USPQ 1038, 1039 (Fed. Cir. 1983) (quoting In re Lemelson, 397 F.2d 1006,1009, 158 
USPQ 275, 277 (CCPA 1968)). 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art cited is related to screen management and navigation of 
a user interface. 
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Inquires 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Nicholas Augustine whose telephone number is 571- 
270-1056. The examiner can normally be reached on Monday - Friday: 7:30- 5:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Weilun Lo can be reached on 571-272-4847. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

Nicholas Augustine 
Examiner / 
AU:2179 / 




